ANALISIS PENGARUH E-SERVICE QUALITY DAN PERCEIVED VALUE TERHADAP CUSTOMER SATISFACTION SERTA DAMPAKNYA TERHADAP BEHAVIORAL INTENTION PADA ANDROID MOBILE APPLICATION TOKOPEDIA by AYU CENDANI, ELZA & Sevenpri Candra, S.Kom., M.M., Dr.
vi 
 
UNIVERSITAS BINA NUSANTARA 
_________________________________________________________________ 
School of Business Management 
Management Department 
Thesis 
Even Semester 2014/2015 
 
ANALYSIS OF THE INFLUENCE OF THE E-SERVICE QUALITY AND 
PERCEIVED VALUE ON CUSTOMER SATISFACTION AND THE IMPACT 
TO BEHAVIORAL INTENTION OF THE ANDROID MOBILE APPLICATION 
TOKOPEDIA 
 
Elza Ayu Cendani 1501183453 
 
Abstract 
This research aimed to determine how much influence the E-Service Quality and 
Perceived Value on Customer Satisfaction and the impact to Behavioral Intention of 
the Android Mobile Application Tokopedia. In this study, data were collected 
through questionnaires distributed and managed data will be analyzed by using 
Structural Equation Model – Partial Least Square (SEM-PLS). Based on 100 
samples collected and tested, the testing results show that, E - Service Quality has a 
direct effect positively on Perceived Value, Customer Satisfaction and Behavioral 
Intention. Likewise with the Perceived Value which has a direct effect positively on 
Customer Satisfaction and Behavioral Intention. As for the relationship indirectly, E 
- Service Quality has a positive indirect effect on the Behavioral Intention through 
Customer Satisfaction, and Perceived Value has an indirectly effect positively on the 
Behavioral Intention via Customer Satisfaction. Results of this research will be 
describe in more deeply through the implications of the result of this study, which is 
expected for companies to be able to know points of weakness and strength point of 
the services. 
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Penelitian ini dilakukan bertujuan untuk mengetahui seberapa besar pengaruh E-
Service Quality dan Perceived Value terhadap Customer Satisfaction serta 
dampaknya terhadap Behavioral Intention pada Android Mobile Application 
Tokopedia. Dalam penelitian ini data dikumpulkan melalui kuesioner yang 
disebarkan, dan data yang berhasil dikumpulkankan akan dianalisis dengan 
menggunakan Structural Equation Modeling - Partial Least Square (SEM-PLS). 
Berdasarkan 100 sampel yang berhasil dikumpulkan dan diuji, hasil menunjukan 
bahwa, E-Service Quality memiliki pengaruh langsung secara positif terhadap 
Perceived Value, Customer Satisfaction dan Behavioral Intention. Begitupun dengan 
Perceived Value yang memiliki pengaruh langsung secara positif terhadap Customer 
Satisfaction dan Behavioral Intention. Sedangkan untuk hubungan secara tidak 
langsung, E-Service Quality memiliki pengaruh tidak langsung secara positif 
terhadap Behavioral Intention melalui Customer Satisfaction, dan Perceived Value 
memiliki pengaruh secara tidak langsung secara positif terhadap Behavioral Intention 
melalui Customer Satisfaction. Hasil penelitian ini akan dijelaskan melalui hasil 
implikasi penelitian, yang diharapkan bagi perusahaan untuk dapat mengetahui poin-
poin yang menjadi kekurangan dan keunggulan dalam pelayanannya. 
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